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Classification Specification
	

	
	5140100

	
	COMMUNICATIONS SPECIALIST 9-1-1



Class Summary
The responsibilities of this classification include answering 9-1-1 emergency telephone calls, determining the nature and geographic location of the emergency and dispatching police mobile units or referring calls to the appropriate agencies.  9-1-1 Communications Specialists respond to a high volume of calls, many of which involve accidents or crimes in progress.  
Distinguishing Characteristics

This is a single level classification used within King County’s 9-1-1 Call Center.  Newly hired Communications Specialists receive classroom and floor training and work as Secondary Call Receivers, answering routine citizen calls of a non-emergency nature, offering advice or instructions to callers, making referrals to other organizations or persons and writing routine police reports for less serious crimes.  Secondary Call Receivers receive additional training and advance to Primary Call Receiver, answering complex citizen calls that are often of an emergent nature; calls requiring police assistance are routed to the appropriate Dispatcher.  After 18 months of employment, Primary Call Receivers receive additional required training to advance to Dispatcher, the highest level of the class.  Dispatchers work directly with responding patrol units using telephones and radios to provide information and support to deputies.  
Incumbents in this classification must make fast responses and quick and correct decisions, take charge of conversations, obtain accurate information from callers, enter information into a computer system while talking, make quick decisions regarding the priority to be assigned to emergencies and the number of units to send to calls, and maintain all appropriate record keeping.  
Examples of Duties 
When serving as Secondary Call Receiver

1. Answer non-emergency telephone calls coming in to the County’s 911 Center; gather necessary information by interviewing callers and enter responses into a computer system.

2. Determine appropriate procedures and guidelines to apply to specific calls and situations.

3. Maintain records of calls and actions taken; complete detailed written reports.

4. Use maps and electronic mapping technologies to locate addresses and jurisdictional boundaries.

When serving as Primary Call Receiver (performs the duties above and the following)
5. Receive emergency calls coming in to the County’s 911 Center.  Take charge of conversations, obtain accurate information and enter into a computer while talking, and quickly prioritize emergency calls.  

6. Assign emergency response priority by determining whether immediate police response could save lives or prevent crimes. Route calls for assistance to the correct Dispatcher or appropriate agency.
When serving as Dispatcher
7. Communicate with police mobile units and other emergency agencies using telephones and radios; make emergency notifications to partner agencies and support services.
8. Track location and availability of mobile units in assigned area and dispatch police mobile units to locations requiring officer assistance.  Monitor pending dispatched call list to ensure unit responds when available, changing call priorities when necessary to save lives or deter crimes.  Notify callers of delays.

9. Run license plate numbers and names as requested by officers.  

10. Monitor multiple radio frequencies if several calls are in progress.  
11. Request backup/assistance from other agencies when necessary to ensure safety of officers. 

12. Perform other duties as assigned.

Knowledge/Skills 
Skill in conducting effective telephone interviews, including directing the conversation while obtaining critical information 

Skill in reading, writing and communicating in English
Skill in basic math
Skill in working independently or on a team and interacting effectively and appropriately with others
Skill in learning new information quickly and in thinking and reacting quickly, clearly, and logically in routine or emergency situations that require rational thought, immediate comprehension and action in accordance with established policy and procedure
Skill in comprehending and retaining knowledge of laws, ordinances, codes, policies and other pertinent information
Ability to maintain confidentiality of information gained while working and restricting the use of such information to work duties
Skill in learning from written and oral instructions, directions, observations and mistakes and applying procedures using good judgment
Ability to type a minimum of 40 words per minute using grammatically correct sentence structure while listening to a caller on the phone or a deputy in radio transmission
Skill in communicating with individuals from diverse backgrounds and cultures, including those with language barriers, under extremely stressful conditions
Skill in performing multiple tasks at the same time
Skill in communicating on a two-way radio, using codes and language specific to the job

Skill in using current office software programs including word processing, spreadsheet, database, email and geographic information displayed on multiple computer screens; ability to master proprietary programs 
Licensing, Certification and Other Requirements
This is a Civil Service classification.  All incumbents must be US citizens and be able to speak, read and write the English language. Offers of employment are contingent on passing a physical exam, hearing test and a thorough background investigation, which includes polygraph and psychological examinations.  
Ability to work a variety of shifts including nights, weekends and holidays and to demonstrate predictable, reliable and timely attendance. Must be willing to work any shift, any scheduled days off and overtime as assigned. 
Ability to maintain certification in ACCESS (State criminal database), NCIC (National Criminal Information Center) and WACIC (Washington Criminal Information Center) on a bi-yearly basis.
Additional licenses, certifications and other requirements determined to be necessary to meet the business needs of the employing unit may be required.
	FLSA Designation
	Non-Exempt

	Levels within same series
	None
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